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Central The actual hardware that interprets and executes the program (Software)

Processing unit instruction and coordinates how all the other devices work together.
(CPU)

Primary The computer’s main memory, which consists of random access memory,
Storage the cache memory and the read-only memory (ROM) that is directly
accessible to the central processing unit (CPU).

Secondary The equipment designed to store large volumes of data for long-term
Storage storage (diskette, Hard drive, memory card, cd,...)

Input devices The equipment used to capture information and commands (Keyboard,
Scanner,...)

Output devices The equipment used to see, hear, or otherwise accept the results of
information processing requests (eg: monitors and printers)

Communication The equipment used to send the information and receive it from one
devices location to another (eg: modem)

Source: MBA Courses about Hardware and Software, Professional Master in Management information systems, MBA institution,

Chicago, USA, 2014. P: 02.
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* Complex Instruction Set Computer Chip.

** Reduced Instruction Set Computer Chip.

*** Complex Instruction Set Computer Chip.

**** Reduced Instruction Set Computer Chip.
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Emmanuel Arnaud Pateyron et Robert Salmon, les nouvelles technologies de I'information et I'entreprise, Ed. EONOMICA,

Paris, France, 1996, P: 47-49.
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Model 1 1 1
R .540° .658* .686*
R Square 292 433 470
Adjusted R Square .288 430 467
Std. Error of the Estimate 1.092 1.033 967

a. Predictors: (Constanty, Customer engagement
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Loyalty | Customer | Loyalty | Customer | Loyalty | Customer
engagement engagement engagement
Pearson 1 .540%* 1 .658** 1 .686**
Correlation
Loyalty
Sig. (2-tailed) .000 .000 .000
N 174 174 171 171 169 169
Pearson 1 .540** .658** 1 .686** 1
Customer Correlation
engagement Sig. (2-tailed) .000 .000 .000
N 174 174 171 171 169 169

**_ Correlation is significant at the 0.01 level (2-tailed).
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04 o8y gaelll Ll sl 2s,all cllo 2alalls SPSS cilayia e Ioleiel Ll slae] (e 2yl

197



Cilpoysll jliislg Gluialll gilli Jalai il Jandill
3l 281 d Ol e Jelid) OF e Lage jom (R Square) Sl folas OF meian sl J3 s

375 3 %41 5 DIEZZY 558 3 Osll Loy Ssten e oad gl Sl 00631 3 Ol Loy duad 3

oo oo QLI iy Y e Ol s Jolidl s Lasad OOREDOO 357 (3 %395 MOBILIS

Ol i A
SPSS s dor ezl G?Luj\ o Bz gl Lissg Oga3dl e delad! o g‘aL;.’Ul blapdl adde jLas| :Lal
HPVRERUNILY
Ol b 5o Ogo3ll ) Jelad) oo L.,‘:L'Cz.ll bola| milu :(16-4) Jouzt!
DJEZZY MOBILIS OOREDOO
Customer Customer Customer Customer Customer Customer
Satisfaction | Interaction | Satisfaction | Interaction | Satisfaction | Interaction
Pearson 1 b56** 1 .637** .619**
Correlation
Customer | g (o 000 000 000
Satisfaction -
tailed)
N 174 174 171 171 169 169
Pearson .b56** 1 637%* 1 .619*%*
Correlation
Customer | ;. (. 000 000 000
Interaction :
tailed)
N 174 174 171 171 169 169

**_Correlation is significant at the 0.01 level (2-tailed).
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Quality Technology Quality Technology Quality Technology
Service Pearson 1 440%* 1 569** 1 729**
Quality Correlation
Sig. (2- .000 .000 .000
tailed)
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Technology Correlation
Sig. (2- .000 .000 .000
tailed)
N 174 174 171 171 169 169

** Correlation is significant at the 0.01 level (2-tailed).
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R Square 248 375 504
Adjusted R Square 244 372 501
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a. Predictors: (Constant), Service Technology
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Service Perceived Service Perceived Service Perceived
Technology @ Value  Technology  Value  Technology  Value
Perceived Pearson 498** 1 .613** 1 710** 1
Value Correlation
Sig. (2- .000 .000 .000
tailed)
N 174 174 171 171 168 169
Service Pearson 1 .498** 1 .613** 1 710%*
Technology Correlation
Sig. (2- .000 .000 .000
tailed)
N 174 174 171 171 168 168

** Correlation is significant at the 0.01 level (2-tailed)
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Coefficients?

Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 5.460 7.421 .736 463
CE 3.688 .709 .264 5.201 .000
Cl 3.716 .554 377 6.711 .000
ST 4.034 .551 .362 7.323 .000

a. Dependent Variable: CRME
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Model Summary®

Adjusted R Std. Error of the
Model R R Square Square Estimate Durbin-Watson
1 9132 .834 .831 23.14596 2.392

a. Predictors: (Constant), ST, CE, CI
b. Dependent Variable: CRME
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ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 458818.728 3 152939.576 285.476 .000P
Residual 91075.065 170 535.736
Total 549893.793 173

a. Dependent Variable: CRME
b. Predictors: (Constant), ST, CE, ClI
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MOBILIS
Coefficients?

Standardized

Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) -1.750 5.470 -.320 .749
CE 3.341 .702 231 4.762 .000
Cl 4.532 .506 457 8.960 .000
ST 3.555 513 .320 6.931 .000

a. Dependent Variable: CRME
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Model Summary®

Adjusted R Std. Error of the
Model R R Square Square Estimate Durbin-Watson
1 .9452 .893 .891 20.58809 1.970

a. Predictors: (Constant), ST, CE, Cl

b. Dependent Variable: CRME
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ANOVA?2
Model Sum of Squares df Mean Square F Sig.
1 Regression 591424.934 3 197141.645 465.100 .00QP
Residual 70786.224 167 423.870
Total 662211.158 170

a. Dependent Variable: CRME

b. Predictors: (Constant), ST, CE, ClI
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Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.

1 (Constant) 10.867 4.808 2.260 .025
CE 4.348 .703 .305 6.183 .000
Cl 3.285 .526 .335 6.245 .000
ST 3.702 .505 .364 7.323 .000
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Model Summary®

Adjusted R Std. Error of the
Model R R Square Square Estimate Durbin-Watson
1 .9602 .922 .921 19.16085 2.078

a. Predictors: (Constant), ST, CE, Cl
b. Dependent Variable: CRME
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ANOVA?2
Model Sum of Squares df Mean Square F Sig.
1 Regression 717575.758 3 239191.919 651.504 .000P
Residual 60577.804 165 367.138
Total 778153.562 168

a. Dependent Variable: CRME

b. Predictors: (Constant), ST, CE, ClI
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Histogram
Dependent Variable: CRME
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Chayuth.pdf .

6. Report of ISACA about COBIT 5, 2012, Website:
http://www.isaca.org/COBIT/Documents/COBIT5-Laminate.pdf
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[DataSet1] C:\Users\Azeddine\Desktop\Djezzy.sav
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Statistics
Payment Education Marital
Duration of use method Technology Gender Age level Status Profession
IN Valid 174 174 174 174 174 174 174 174
Missing 2 2 2 2 2 2 2 2
Frequency Table
Duration of use
Cumulative
Frequency | Percent | Valid Percent Percent
Valid Less than 5 44 25.0 253 25.3
Between 5 78 443 448 70.1
and 10
More than 10 52 29.5 29.9 100.0
Total 174 98.9 100.0
Missing System 2 1.1
Total 176 100.0
Payment Method
Cumulative
Frequency | Percent | Valid Percent Percent
Valid Prepaid 127 72.2 73.0 73.0
Postpaid 34 19.3 19.5 925
Both 13 7.4 7.5 100.0
Total 174 98.9 100.0
Missing  System 2 1.1
Total 176 100.0




Technology
Cumulative
Frequency| Percent | Valid Percent Percent
Valid No device 15 8.5 8.6 8.6
One device 109 61.9 62.6 71.3
Two devices 29 16.5 16.7 87.9
Three devices 21 11.9 12.1 100.0
Total 174 98.9 100.0
Missing System 2 1.1
Total 176 100.0
Cumulative
Frequency Percent Valid Percent Percent
Valid Male 116 65.9 66.7 66.7
Female 58 33.0 33.3 100.0
Total 174 98.9 100.0
Missing  System 2 1.1
Total 176 100.0
Age
Cumulative
Frequency| Percent | Valid Percent Percent
Valid Less than 25 64 36.4 36.8 36.8
Between 25 and 35 67 38.1 38.5 75.3
Between 35 and 50 31 17.6 17.8 93.1
More than 50 12 6.8 6.9 100.0
Total 174 98.9 100.0
Missing System 2 1.1
Total 176 100.0
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Education level

Cumulative
Frequency| Percent | Valid Percent Percent
Valid No level 4 23 2.3 2.3
Primary 7 4.0 4.0 6.3
Elementary 22 12.5 12.6 19.0
High school 36 20.5 20.7 39.7
University 105 59.7 60.3 100.0
Total 174 98.9 100.0
Missing System 2 1.1
Total 176 100.0
Marital Status
Cumulative
Frequency| Percent | Valid Percent Percent
Valid Married 97 55.1 55.7 55.7
Single 77 43.8 443 100.0
Total 174 98.9 100.0
Missing System 2 1.1
Total 176 100.0
Profession
Cumulative
Frequency Percent Valid Percent Percent
Valid Businessman 29 16.5 16.7 16.7
Civil servant 49 27.8 28.2 448
Employee 32 18.2 18.4 63.2
Student 41 23.3 23.6 86.8
Jobless 23 131 13.2 100.0
Total 174 98.9 100.0
Missing  System 2 1.1
Total 176 100.0
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[DataSet1] C:\Users\Azeddine\Desktop\Mobilis.sav

Statistics
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Payment Education Marital
Duration of use method Technology |Gender| Age level Status Profession
N  Valid 171 171 171 171 171 171 171 171
Missing 1 1 1 1 1 1 1 1
Frequency Table
Duration of use
Cumulative
Frequency | Percent | Valid Percent Percent
Valid Less than 5 80 46.5 46.8 46.8
Between 5 and 10 68 39.5 39.8 86.5
More than 10 23 13.4 13.5 100.0
Total 171 99.4 100.0
Missing System 1
Total 172 100.0
Payment method
Cumulative
Frequency Percent Valid Percent Percent
Valid Prepaid 135 78.5 78.9 78.9
Postpaid 28 16.3 16.4 95.3
Both 8 47 47 100.0
Total 171 99 .4 100.0
Missing  System 1 .6
Total 172 100.0




Technology
Cumulative
Frequency Percent Valid Percent Percent
Valid No device 18 10.5 10.5 10.5
One device 111 64.5 64.9 75.4
Two devices 29 16.9 17.0 92.4
Three devices 13 7.6 7.6 100.0
Total 171 99.4 100.0
Missing  System 1 .6
Total 172 100.0
Gender
Cumulative
Frequency | Percent | Valid Percent Percent
Valid Male 109 63.4 63.7 63.7
Female 62 36.0 36.3 100.0
Total 171 99.4 100.0
Missing  System 1 .6
Total 172 100.0
Age
Cumulative
Frequency Percent Valid Percent Percent
Valid  Less than 25 75 43.6 439 43.9
Between 25 and 35 61 355 357 79.5
Between 35 and 50 28 16.3 16.4 95.9
More than 50 6 35 35 99.4
5 1 .6 .6 100.0
Total 171 99.4 100.0
Missing System 1 .6
Total 172 100.0
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Education Level

Cumulative
Frequency Percent | Valid Percent Percent
Valid No level 3 1.7 1.8 1.8
Primary 4 2.3 2.3 4.1
Elementary 21 12.2 12.3 16.4
High school 39 227 22.8 39.2
University 104 60.5 60.8 100.0
Total 171 99 .4 100.0
Missing  System 1 .6
Total 172 100.0
Marital status
Cumulative
Frequency [ Percent Valid Percent | Percent
Valid Married 105 61.0 61.4 61.4
Single 66 38.4 38.6 100.0
Total 171 99.4 100.0
Missing  System 1 .6
Total 172 100.0
Profession
Cumulative
Frequency Percent Valid Percent Percent
Valid Businessman 32 18.6 18.7 18.7
Civil Servant 53 30.8 31.0 497
Employee 28 16.3 16.4 66.1
Student 41 23.8 24.0 90.1
Jobless 17 9.9 9.9 100.0
Total 171 99 .4 100.0
Missing ~ System 1 .6
Total 172 100.0
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[DataSet1] C:\Users\Azeddine\Desktop\OOREDOO.sav

Statistics
Payment Education
Duration of use method Technology | Gender Age level Marital Status |Profession
Valid 169 169 169 169 169 169 169 169
Missing 2 2 2 2 2 2 2 2
Frequency Table
Duration of use
Cumulative
Frequency Percent Valid Percent Percent
Valid  Less than 5 90 52.6 53.3 53.3
Between 5 and 10 63 36.8 37.3 90.5
More than 10 16 9.4 9.5 100.0
Total 169 98.8 100.0
Missing System 2 1.2
Total 171 100.0
Payment method
Cumulative
Frequency Percent Valid Percent Percent
Valid Prepaid 124 72.5 73.4 73.4
Postpaid 31 18.1 18.3 91.7
Both 14 8.2 8.3 100.0
Total 169 98.8 100.0
Missing  System 2 1.2
Total 171 100.0
Technology
Cumulative
Frequency Percent Valid Percent Percent
Valid No device 17 9.9 10.1 10.1
One device 99 57.9 58.6 68.6
Two devices 39 22.8 231 91.7
Three devices 14 8.2 8.3 100.0
Total 169 98.8 100.0
Missing  System 2 1.2
Total 171 100.0
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Gender
Cumulative
Frequency Percent Valid Percent Percent
Valid Male 11 64.9 65.7 65.7
Female 58 33.9 34.3 100.0
Total 169 98.8 100.0
Missing System 2 1.2
Total 171 100.0
Age
Cumulative
Frequency Percent Valid Percent Percent
Valid  Less than 25 75 439 44 .4 44 .4
Between 25 and 35 54 31.6 32.0 76.3
Between 35 and 50 31 18.1 18.3 94.7
More than 50 9 53 53 100.0
Total 169 98.8 100.0
Missing System 2 1.2
Total 171 100.0
Education Level
Cumulative
Frequency Percent Valid Percent Percent
Valid No level 5 2.9 3.0 3.0
Primary 2 1.2 1.2 41
Elementary 16 9.4 9.5 13.6
High school 39 22.8 23.1 36.7
University 107 62.6 63.3 100.0
Total 169 98.8 100.0
Missing  System 2 1.2
Total 171 100.0
Marital Status
Cumulative
Frequency Percent Valid Percent Percent
Valid Married 104 60.8 61.5 61.5
Single 65 38.0 38.5 100.0
Total 169 98.8 100.0
Missing  System 2 1.2
Total 171 100.0
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Profession
Cumulative
Frequency Percent | Valid Percent Percent
Valid Businessman 33 19.3 19.5 19.5
Civil Servant 63 36.8 373 56.8
Employee 20 11.7 11.8 68.6
Student 36 21.1 21.3 89.9
Jobless 17 9.9 10.1 100.0
Total 169 98.8 100.0
Missing  System 2 1.2
Total 171 100.0
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[DataSet1] C:\Users\Azeddine\Desktop\Djezzy.sav

Descriptive Statistics (Loyalty)

N Minimum | Maximum Mean Std. Deviation

Statistic Statistic Statistic Statistic Std. Error Statistic
Q8 174 1 5 3.32 .098 1.294
Q9 174 1 5 3.40 .095 1.254
Q10 174 1 5 3.44 .093 1.228
Q11 173 1 5 3.48 .096 1.260
Q12 174 1 5 3.51 .092 1.210
Q13 174 1 5 3.47 .094 1.243
Q14 174 1 5 3.10 .100 1.324
Q15 174 1 5 3.11 .095 1.247

Valid N (listwise) 173

Descriptive Statistics (Customer Engagement)

N Minimum | Maximum Mean Std. Deviation
Q63 174 1 5 3.47 1.100
Q64 174 1 5 3.57 1.189
Q65 174 1 5 3.39 1.261
Q66 174 1 5 3.37 1.242

Variables Entered/Removed®

Variables Variables
Model Entered Removed Method
1 Integrated . Enter
Solutions

a. All requested variables entered.

b. Dependent Variable: Loyalty

Model Summary
Adjusted R Std. Error of the

Model R R Square Square Estimate

1 .5402 292 .288 1.092

a. Predictors: (Constant), Customer Engagement
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ANOVA"
Model Sum of Squares df Mean Square F Sig.
1 Regression 84.595 1 84.595 70.970 .0002
Residual 205.020 172 1.192
Total 289.615 173
a. Predictors: (Constant), Customer Engagement
b. Dependent Variable: Loyalty
Coefficients?
Standardized
Unstandardized Coefficients Coetticients
Model B Std. Error Beta t Sig.
1 (Constanty 1.110 275 4.039 .000
Customer Interaction .636 .075 .540 8.424 .000
a. Dependent Variable: Loyalty
Correlations
Customer
Loyalty Engagement
Loyalty Pearson Correlation 1 .540%
Sig. 2-tailed, .000
N 174 174
Customer Engagement Pearson Correlation .540** 1
Sig. (2-tailed, .000
N 174 174

**_ Correlation is significant at the 0.01 level (2-tailed.
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[DataSet1] C:\Users\Azeddine\Desktop\Mobilis.sav

Descriptive Statistics (Loyalty)

N Minimum Maximum Mean Std. Deviation
Q8 171 1 5 2.89 1.368
Q9 171 1 5 3.05 1.397
Q10 171 1 5 3.04 1.324
Q11 171 1 5 3.03 1.352
Q12 171 1 5 3.06 1.250
Q13 171 1 5 3.12 1.364
Q14 171 1 5 2.88 1.283
Q15 171 1 5 2.96 1.276
Valid N (listwise) 171

Descriptive Statistics (Customer Engagement)

N Minimum | Maximum Mean Std. Deviation
Q63 171 1 5 2.98 1.232
Q64 171 1 5 2.99 1.225
Q65 171 1 5 2.96 1.271
Q66 171 1 5 3.06 1.275
Valid N (listwise) 171

Variables Entered/Removed®

Variables Variables
Model Entered Removed Method
1 Customer . Enter
Engagement

a. All requested variables entered.

b. Dependent Variable: Loyalty

Model Summary
Adjusted R Std. Error of the
Model R R Square Square Estimate

1 .6582 433 430 1.033

a. Predictors: (Constant), Customer Engagement
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ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 137.887 1 137.887 129.304 .0002
Residual 180.218 169 1.066
Total 318.105 170

a. Predictors: (Constant), Customer Engagement

b. Dependent Variable: Loyalty

Coefficients?

Standardized
Unstandardized Coefficients Coeflicients
Model B Std. Error Beta t Sig.
1 (Constant) 718 207 3.469 .001
Customer Engagement 731 .064 .658 11.371 .000
a. Dependent Variable: Loyalty
Correlations
Customer
Loyalty Engagement
Loyalty Pearson 1 .658*
Correlation
Sig. (2-tailed) .000
N 171 171
Customer Pearson .658* 1
Engagement Correlation
Sig. (2-tailed) .000
N 171 171

**_Correlation is significant at the 0.01 level (2-tailed).
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[DataSet1] C:\Users\Azeddine\Desktop\OOREDOO.sav

Descriptive Statistics (Loyalty)

N Minimum [ Maximum Mean Std. Deviation
Q8 169 1 5 3.41 1.325
Q9 169 1 5 3.40 1.333
Q10 169 1 5 3.49 1.337
Q11 169 1 5 3.43 1.430
Q12 169 1 5 3.43 1.353
Q13 169 1 5 3.30 1.387
Q14 169 1 5 3.05 1.381
Q15 169 1 5 3.37 1.491
Valid N (listwise) 169
Descriptive Statistics (Customer Engagement)
N Minimum | Maximum Mean Std. Deviation
Q63 169 1 5 3.45 1.313
Q64 169 1 5 3.51 1.385
Q65 169 1 5 3.41 1.343
Q66 169 1 5 3.42 1.348
Valid N (listwise) 168
Variables Entered/Removed®
Variables Variables
Model Entered Removed Method
1 Customer Enter
Engagement
a. All requested variables entered.
b. Dependent Variable: Loyalty
Model Summary
Adjusted R Std. Error of the
Model R R Square Square Estimate
1 .6862 470 467 967

a. Predictors: (Constant), Customer Engagement
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ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 138.735 1 138.735 148.260 .0002
Residual 156.271 167 936
Total 295.006 168

a. Predictors: (Constant), Customer Engagement

b. Dependent Variable: Loyalty

Coefficients?

Standardized

Unstandardized Coefficients | Coefficients

Model B Std. Error Beta t Sig.

1 (Constant) 1.027 210 4.900 .000

Customer 692 .057 .686 12.176 .000
Engagement

a. Dependent Variable: Loyalty

Correlations

Customer

Loyalty | Engagement

Loyalty Pearson Correlation 1 .686"

Sig. (2-tailed) .000

N 169 169

Customer Engagement Pearson Correlation .686™ 1
Sig. (2-tailed) .000

N 169 169

**_Correlation is significant at the 0.01 level (2-tailed).
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[DataSet1] C:\Users\Azeddine\Desktop\Djezzy.sav

Descriptive Statistics (Satisfaction)

N Minimum | Maximum Mean Std. Deviation
Q1 174 1 5 3.46 1.073
Q2 174 1 5 3.38 1.256
Q3 174 1 5 3.22 1.230
Q4 174 1 5 3.47 1.284
Q5 174 1 5 3.37 1.265
Q6 174 1 5 3.34 1.375
Q7 174 1 5 3.41 1.286
Valid N (listwise) 174
Discriptive statistics (Customer Interaction)
Q67 174 1 5 3.37 1.199
Q68 174 1 5 3.30 1.247
Q69 174 1 5 3.32 1.187
Q70 174 1 5 3.33 1.222
Q71 174 1 5 3.17 1.260
Q72 174 1 5 3.24 1.153

Variables Entered/Removed®

Variables Variables
Model Entered Removed Method
1 Customer . Enter
Interaction

a. All requested variables entered.

b. Dependent Variable: Satisfaction

Model Summary
Adjusted R Std. Error of the
Model R R Square Square Estimate

1 .5562 310 .306 .894

a. Predictors: (Constant), Customer Interaction
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ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 61.689 1 61.689 77.151 .0002
Residual 137.529 172 .800
Total 199.218 173

a. Predictors: (Constant), Customer interaction

b. Dependent Variable: Satisfaction

Coefficients?

Standardized
Unstandardized Coeflicients Coeflicients
Model B Std. Error Beta t Sig.
1 (Constant) 1.957 .184 10.631 .000
Customer Interaction 474 .054 .556 8.784 .000
a. Dependent Variable: Satisfaction
Correlations
Customer
Satisfaction Interaction
Satisfaction Pearson Correlation 1 556**
Sig. (2-tailed) .000
N 174 174
Customer Interaction Pearson Correlation 556™* 1
Sig. (2-tailed, .000
N 174 174

**_ Correlation is significant at the 0.01 level (2-tailed).

[DataSet2] C:\Users\Azeddine\Desktop\Mobilis.sav

Descriptive Statistics (Satisfaction)

N Minimum | Maximum Mean Std. Deviation
Q1 171 1 5 3.01 1.256
Q2 171 1 5 2.91 1.371
Q3 171 1 5 3.01 1.244
Q4 171 1 5 3.03 1.378
Q5 171 1 5 2.95 1.360
Q6 171 1 5 2.87 1.383
Q7 171 1 5 3.07 1.486
Valid N (listwise) 171
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Descriptive Statistics (Customer interaction)

Q67 171 1 5 2.98 1.317
Q68 171 1 5 3.01 1.263
Q69 171 1 5 3.04 1.253
Q70 171 1 5 3.02 1.236
Q71 171 1 5 2.77 1.260
Q72 171 1 5 2.86 1.285
Variables Entered/Removedb
Variables Variables
Model Entered Removed Method
1 Customer Enter
Interaction
a. All requested variables entered.
b. Dependent Variable: Satisfaction
Model Summary
Adjusted R [Std. Error of the
Model R R Square Square Estimate
1 .6372 406 403 .970

a. Predictors: (Constanty, Customer Interaction.

ANOVA®
Model Sum of Squares df Mean Square F Sig.
1 Regression 108.836 1 108.836 115.579 .000a
Residual 159.140 169 942
Total 267.977 170
a. Predictors: (Constant), Customer Interaction.
b. Dependent Variable: Satisfaction.
Coefficients?
Standardized
Unstandardized Coefficients | Coefficients
Model B Std. Error Beta t Sig.
(Constant) 1.252 180 6.968 .000
Customer Interaction .635 .059 .637 10.751 .000
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a. Dependent Variable: Satisfaction

Correlations

Customer
Satisfaction | Interaction
Satisfaction Pearson Correlation 1 .637%
Sig. (2-tailed) .000
N 171 171
Customer Interaction  Pearson Correlation .637** 1
Sig. (2-tailed) .000
N 171 171

**_ Correlation is significant at the 0.01 level (2-tailed).

[DataSet3] C:\Users\Azeddine\Desktop\OOREDOO.sav

Descriptive Statistics (Satisfaction)

a. All requested variables entered.

b. Dependent Variable: Satisfaction
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N Minimum [Maximum | Mean |Std. Deviation

Q1 169 1 5 3.52 1.296

Q2 169 1 5 3.25 1.253

Q3 169 1 5 3.48 1.201

Q4 169 1 5 3.50 1.235

Q5 169 1 5 3.44 1.238

Qo6 169 1 5 3.54 1.180

Q7 169 1 5 3.51 1.341

Valid N (listwise) 169
Descriptive Statistics (Customer Interaction)
Q67 169 1 5 3.36 1.347
Q68 169 1 5 3.27 1.396
Q69 169 1 5 3.43 1.294
Q70 169 1 5 3.53 1.282
Q71 169 1 5 3.38 1.401
Q72 169 1 5 3.49 1.350
Variables Entered/Removed®
Variables Variables
Model Entered Removed Method
1 Customer Enter
Interaction




Model Summary
Adjusted R Std. Error of the
Model R R Square Square Estimate
1 .6192 .383 379 1.021
a. Predictors: (Constanty, Customer Interaction
ANOVA®
Model Sum of Squares df Mean Square F Sig.
1 Regression 107.950 1 107.950 103.473 .0002
Residual 174.227 167 1.043
Total 282.178 168
a. Predictors: (Constant), Customer Interaction.
b. Dependent Variable: Satisfaction.
Coefficients®
Standardized
Unstandardized Coeflicients Coeflicients
Model B Std. Error Beta t Sig.
1 (Constanty 1.588 206 7.720 .000
Customer Interaction 572 .056 .619 10.172 .000
a. Dependent Variable: Satisfaction
Correlations
Customer
Satisfaction Interaction
Satisfaction Pearson Correlation 1 .619%*
Sig. (2-tailed) .000
N 169 169
Customer Interaction Pearson Correlation .619** 1
Sig. (2-tailed) .000
N 169 169

**_Correlation is significant at the 0.01 level (2-tailed).
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[DataSet1] C:\Users\Azeddine\Desktop\Djezzy.sav

Descriptive Statistics (Service Quality)

N Minimum | Maximum Mean Std. Deviation
Q16 174 1 5 3.34 1.238
Q17 174 1 5 3.52 1.116
Q18 174 1 5 3.43 1.218
Q19 174 1 5 3.50 1.137
Q20 174 1 5 3.34 1.209
Q21 174 1 5 3.29 1.231
Q22 174 1 5 3.34 1.171
Q23 174 1 5 3.44 1.256
Q24 174 1 5 3.40 1.196
Q25 174 1 5 3.41 1.250
Q26 174 1 5 3.44 1.135
Q27 174 1 5 3.50 1.191
Q28 174 1 5 3.46 1.186
Q29 174 1 5 3.40 1.244
Q30 174 1 5 3.44 1.190
Q31 174 1 5 3.49 1.162
Q32 174 1 5 3.44 1.099
Q33 174 1 5 3.43 1.194
Q34 174 1 5 3.45 1.190
Q35 174 1 5 3.53 1.146
Q36 174 1 5 3.38 1.242
Q37 174 1 5 3.36 1.308
Valid N (listwise) 174
Discriptive statistics (Service technology)
Q73 174 1 5 3.20 1.302
Q74 174 1 5 3.49 1.191
Q75 174 1 5 3.28 1.161
Q76 174 1 5 3.40 1.177
Q77 174 1 5 3.42 1.065
Q78 174 1 5 3.37 1.109
Valid N (listwise) 174
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Variables Entered/Removed®

Variables Variables
Model Entered Removed Method
1 Service . Enter
Technology

a. All requested variables entered.

b. Dependent Variable: Service Quality

Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate

1 4402 194 189 1.115

a. Predictors: (Constant), Service Technology

ANOVA®
Model Sum of Squares df Mean Square F Sig.
1 Regression 51.308 1 51.308 41.299 .000a
Residual 213.686 172 1.242
Total 264.994 173
a. Predictors: (Constant), Service Technology
b. Dependent Variable: Service Quality
Standardized
Unstandardized Coefficients Coefticients
Model B Std. Error Beta t Sig.
1 (Constanty 1.800 254 7.086 .000
Service Technology 469 .073 440 6.426 .000

a. Dependent Variable: Service Quality
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Correlations
Service
Service Quality | Technology
Service Quality Pearson Correlation 1 440
Sig. (2-tailed, 000
N 174 174
Service Technology Pearson Correlation 440%* 1
Sig. (2-tailed) 000
N 174 174

**_Correlation is significant at the 0.01 level (2-tailed).

[DataSet2] C:\Users\Azeddine\Desktop\Mobilis.sav

Descriptive Statistics (Service Quality)

N Minimum | Maximum Mean Std. Deviation
Q1le 171 1 5 3.06 1.289
Q17 171 1 5 291 1.354
Q18 171 1 5 2.96 1.200
Q19 171 1 5 2.96 1.294
Q20 171 1 5 3.04 1.178
Q21 171 1 5 2.99 1.198
Q22 171 1 5 3.12 1.164
Q23 171 1 5 3.01 1.215
Q24 171 1 5 3.00 1.270
Q25 171 1 5 2.88 1.261
Q26 171 1 5 2.87 1.279
Q27 171 1 5 3.09 1.296
Q28 171 1 5 3.06 1.300
Q29 171 1 5 3.08 1.313
Q30 171 1 5 3.04 1.306
Q31 171 1 5 3.09 1.347
Q32 171 1 5 3.06 1.223
Q33 171 1 5 2.87 1.222
Q34 171 1 5 3.00 1.251
Q35 171 1 5 2.93 1.161
Q36 171 1 5 2.94 1.221
Q37 171 1 5 2.87 1.246
Valid N (listwise) 171

282




Descriptive Statistics (Service Technology)

Q73 171 1 5 2.88 1.312
Q74 171 1 5 2.99 1.258
Q75 171 1 5 3.08 1.270
Q76 171 1 5 3.08 1.213
Q77 171 1 5 3.21 1.159
Q78 171 1 5 3.31 1.097
Variables Entered/Removed®
Variables Variables
Model Entered Removed Method
1 Service Enter
Technolgy
a. All requested variables entered.
b. Dependent Variable: Service Quality
Model Summary
Adjusted R Std. Error of the
Model R R Square Square Estimate
1 5692 323 319 1.063

a. Predictors: (Constant), Service Technology

ANOVA®
Model Sum of Squares df Mean Square F Sig.
1 Regression 91.295 1 91.295 80.780 .000a
Residual 190.998 169 1.130
Total 282.292 170

a. Predictors: (Constant), Service Technology

b. Dependent Variable: Service Quality
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Coefficients?
Standardized
Unstandardized Coeflicients Coeflicients
Model B Std. Error Beta t Sig.
1 (Constant) 1.289 214 6.033 .000
Service Technology 577 .064 .569 8.988 .000
a. Dependent Variable: Service Quality
Correlations
Service
Service Quality Technology
Service Quality Pearson Correlation 1 569%
Sig. (2-tailed, .000
N 171 171
Service Technology  Pearson Correlation 569% 1
Sig. (2-tailed, .000
N 171 171

** Correlation is significant at the 0.01 level (2-tailed).
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[DataSet2] C:\Users\Azeddine\Desktop\OOREDOO.sav

Descriptive Statistics (Service Quality)

N Minimum | Maximum Mean Std. Deviation
Q16 169 1 5 3.55 1.367
Q17 169 1 5 3.37 1.404
Q18 169 1 5 3.56 1.336
Q19 169 1 5 3.49 1.292
Q20 169 1 5 3.40 1.328
Q21 169 1 5 3.47 1.160
Q22 169 1 5 3.50 1.225
Q23 169 1 5 3.44 1.331
Q24 169 1 5 3.28 1.315
Q25 169 1 5 3.49 1.314
Q26 169 1 5 3.41 1.382
Q27 169 1 5 3.33 1.421
Q28 169 1 5 3.44 1.388
Q29 169 1 5 3.43 1.421
Q30 169 1 5 3.46 1.397
Q31 169 1 5 3.49 1.402
Q32 169 1 5 3.33 1.348
Q33 169 1 5 3.35 1.402
Q34 169 1 5 3.38 1.304
Q35 169 1 5 3.36 1.382
Q36 168 1 5 3.35 1.309
Q37 169 1 5 3.43 1.330
Valid N (listwise) 168

Descriptive Statistics (Service Technology)

Q73 169 1 5 3.44 1.392
Q74 169 1 5 3.45 1.345
Q75 168 1 5 3.40 1.423
Q76 169 1 5 3.46 1.384
Q77 169 1 5 3.28 1.333
Q78 169 1 5 3.18 1.306
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Variables Entered/Removed®

Variables Variables
Model Entered Removed Method
1 Service . Enter
Technology

a. All requested variables entered.

b. Dependent Variable: Service Quality

Model Summary
Adjusted R Std. Error of the
Model R R Square Square Estimate

1 7292 531 528 941

a. Predictors: (Constanty, Service Technology

ANOVA®
Model Sum of Squares df Mean Square F Sig.
1 Regression 166.477 1 166.477 187.813 .0002
Residual 147.142 166 .886
Total 313.619 167

a. Predictors: (Constant), Service Technology

b. Dependent Variable: Service Quality

Coefficients?
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 1.163 189 6.170 .000
Service Technology 702 .051 729 13.704 .000

a. Dependent Variable: Service Quality.
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Correlations

Back and Front

Service Quality offices
Service Quality Pearson Correlation 1 729%*
Sig. 2-tailed, .000
N 169 168
Service Technology Pearson Correlation 729%* 1
Sig. 2-tailed, .000
N 168 168

**_Correlation is significant at the 0.01 level (2-tailed).
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[DataSet1] C:\Users\Azeddine\Desktop\Djezzy.sav

Descriptive Statistics (Perceived Value)

N Minimum | Maximum Mean Std. Deviation
Q38 174 1 5 3.35 1.267
Q39 174 1 5 3.57 1.232
Q40 174 1 5 3.56 1.185
Q41 174 1 5 3.51 1.234
Q42 174 1 5 3.38 1.165
Q43 173 1 6 3.44 1.163
Q44 174 1 5 3.44 1.140
Q45 174 1 5 3.36 1.202
Q46 174 1 5 3.45 1.171
Valid N (listwise) 173

Variables Entered/Removed®

Variables Variables
Model Entered Removed Method
1 Service . Enter
Technology

a. All requested variables entered.

b. Dependent Variable: Perceived value

Model Summary
Adjusted R Std. Error of the
Model R R Square Square Estimate

1 .4982 248 244 1.101

a. Predictors: (Constanty, Service Technology

ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 68.970 1 68.970 56.856 .0002
Residual 208.645 172 1.213
Total 277.615 173

a. Predictors: (Constant), Service Technology

b. Dependent Variable: Perceived value
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Coefficients?

Standardized

Unstandardized Coeflicients Coeflicients
Model B Std. Error Beta t Sig.
1 (Constant) 1.566 251 6.239 .000
Service Technology 544 072 498 7.540 .000

a. Dependent Variable: Perceived value

Correlations

Service
Perceived value | Technology
Perceived value Pearson Correlation 1 498**
Sig. (2-tailed, .000
N 174 174
Service Technology  Pearson Correlation 498** 1
Sig. (2-tailed) .000
N 174 174

**_Correlation is significant at the 0.01 level (2-tailed).

[DataSet2] C:\Users\Azeddine\Desktop\Mobilis.sav

Descriptive Statistics (Perceived value)

N Minimum | Maximum Mean Std. Deviation
Q38 171 1 5 2.88 1.259
Q39 171 1 5 3.04 1.285
Q40 171 1 5 3.08 1.248
Q41 171 1 5 2.98 1.244
Q42 171 1 5 2.96 1.202
Q43 171 1 5 2.95 1.192
Q44 171 1 5 3.08 1.241
Q45 171 1 5 2.96 1.267
Q46 171 1 5 2.87 1.201
Valid N (listwise) 171
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Variables Entered/Removed®

Variables Variables
Model Entered Removed Method
1 Service . Enter
Technology

a. All requested variables entered.

b. Dependent Variable: Perceived value

Model Summary

Adjusted R |Std. Error of the
Model R R Square Square Estimate

1 6133 375 372 998

a. Predictors: (Constanty, Service Technology

ANOVA®
Model Sum of Squares df Mean Square F Sig.
1 Regression 101.197 1 101.197 101.519 .0002
Residual 168.464 169 .997
Total 269.661 170
a. Predictors: (Constant), Service Technology
b. Dependent Variable: Perceived value
Coefficients?
Standardized
Unstandardized Coeflicients Coefticients
Model B Std. Error Beta t Sig.
1 (Constant) 1.014 .201 5.053 .000
Service Technology .608 .060 .613 10.076 .000

a. Dependent Variable: Perceived value
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Correlations

Service
Perceived value Technology

Perceived value Pearson Correlation 1 .613**
Sig. (2-tailed) 000
N 171 171

Service Technology Pearson Correlation 613 1
Sig. (2-tailed, 000

N 171 171

**_Correlation is significant at the 0.01 level (2-tailed).

[DataSet3] C:\Users\Azeddine\Desktop\OOREDOO.sav

Descriptive Statistics (Perceived value)

N Minimum | Maximum Mean Std. Deviation
Q38 169 1 5 3.41 1.360
Q39 169 1 5 3.58 1.330
Q40 169 1 5 3.58 1.330
Q41 169 1 5 3.63 1.322
Q42 169 1 5 3.42 1.330
Q43 169 1 5 3.37 1.257
Q44 169 1 5 3.41 1.343
Q45 169 1 5 3.47 1.277
Q46 169 1 5 3.39 1.314
Valid N (listwise) 169

Variables Entered/Removed®

Variables Variables
Model Entered Removed Method
1 Service . Enter
Technology

a. All requested variables entered.

b. Dependent Variable: Perceived value
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Model Summary
Adjusted R Std. Error of the
Model R R Square Square Estimate

1 7102 .504 .501 .960

a. Predictors: (Constant), Service Technology

ANOVA®
Model Sum of Squares df Mean Square F Sig.
1 Regression 155.402 1 155.402 168.740 .000?
Residual 152.878 166 921
Total 308.280 167

a. Predictors: (Constanty, Service Technology

b. Dependent Variable: Perceived value

Coefficients?
Standardized
Unstandardized Coefficients Coeflicients
Model B Std. Error Beta t Sig.
1 (Constanty 1.095 192 5.699 .000
Service Technology 678 .052 710 12.990 .000
Dependent Variable: Perceived value.
Correlations
Service
Perceived value Technology
Perceived value Pearson Correlation 1 710
Sig. 2-tailed, .000
N 169 168
Service Technology ~ Pearson Correlation 710%* 1
Sig. (2-tailed, .000
N 168 168

**_Correlation is significant at the 0.01 level (2-tailed).
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[DataSet1] C:\Users\Azeddine\Desktop\Djezzy.sav

Descriptive Statistics (Trust and commitment)

N Minimum | Maximum Mean Std. Deviation

Trust and commitment 174 1 5 3.43 1.149

Q48 174 1 5 3.43 1.179

Q49 174 1 5 3.55 1.146

Q50 174 1 5 3.47 1.131

Q51 174 1 5 3.39 1.162

Q52 174 1 5 3.40 1.112

Q53 174 1 5 3.42 1.189

Q54 174 1 5 322 1.197

Valid N (listwise) 174
Variables Entered/Removed®
Variables Variables
Model Entered Removed Method
1 Service Enter
Technology
a. All requested variables entered.
b. Dependent Variable: Trust and Commitment
Model Summary
Adjusted R Std. Error of the
Model R R Square Square Estimate
1 4862 236 232 1.007
a. Predictors: (Constant, Service Technology
ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 53.945 1 53.945 53.147 .0002
Residual 174.584 172 1.015
Total 228.529 173

a. Predictors: (Constant), Service Technology

b. Dependent Variable: Trust and commitment
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Coefficients?

Standardized
Unstandardized Coeflicients Coetlicients
Model B Std. Error Beta t Sig.
1 (Constant, 1.847 230 8.045 .000
Back and Front offices 481 .066 486 7.290 .000
a. Dependent Variable: Trust and commitment
Correlations
Trust and Back and Front
commitment offices
Trust and commitment Pearson Correlation 1 486**
Sig. (2-tailed) .000
N 174 174
Back and Front offices  Pearson Correlation 486** 1
Sig. (2-tailed) .000
N 174 174

**_Correlation is significant at the 0.01 level (2-tailed).

[DataSet1] C:\Users\Azeddine\Desktop\Mobilis.sav

Descriptive Statistics (Trust and commitment)

N Minimum | Maximum Mean Std. Deviation
Trust and commitment 171 1 5 2.94 1.256
Q48 171 1 5 2.98 1.290
Q49 171 1 5 2.98 1.288
Q50 171 1 5 2.98 1.212
Q51 171 1 5 291 1.266
Q52 171 1 5 3.00 1.260
Q53 171 1 5 2.97 1.294
Q54 171 1 5 2.94 1.197
Valid N (listwise) 171
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Variables Entered/Removed®

Variables Variables
Model Entered Removed Method
1 Service . Enter
Technology

a. All requested variables entered.

b. Dependent Variable: Trust and commitment

Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate

1 .6042 .365 361 1.004

a. Predictors: (Constant), Service Technology

ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 97.960 1 97.960 97.194 .0002
Residual 170.332 169 1.008
Total 268.292 170
a. Predictors: (Constant), Service Technology
b. Dependent Variable: Trust and commitment
Coefficients?
Standardized
Unstandardized Coeflicients Coefticients
Model B Std. Error Beta t Sig.
1 (Constant) 1.096 202 5.435 .000
Back and Front Offices .598 .061 .604 9.859 .000

a. Dependent Variable: Trust and commitment
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Correlations

Trust and Back and Front
commitment Offices
Trust and commitment  Pearson Correlation 1 .604**
Sig. (2-tailed) .000
N 171 171
Back and Front Offices Pearson Correlation .604** 1
Sig. (2-tailed) .000
N 171 171

**_Correlation is significant at the 0.01 level (2-tailed).

[DataSet3] C:\Users\Azeddine\Desktop\OOREDOO.sav

Descriptive Statistics (Trust and commitment)

N Minimum | Maximum Mean Std. Deviation
Trust and commitment 168 1 5 3.51 1.401
Q48 169 1 5 3.46 1.327
Q49 169 1 5 3.56 1.405
Q50 169 1 5 3.46 1.418
Q51 169 1 5 3.50 1.337
Q52 169 1 5 3.33 1.352
Q53 169 1 5 3.57 1.396
Q54 169 1 5 3.35 1.372
Valid N (listwise) 168
Variables Entered/Removed®
Variables Variables
Model Entered Removed Method
1 Service Enter
Technology

a. All requested variables entered.

b. Dependent Variable: Trust and commitment

Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate
1 7612 579 577 911

a. Predictors: (Constanty, Service Technology

296




ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 188.710 1 188.710 227.216 .0002
Residual 137.038 165 831
Total 325.749 166

a. Predictors: (Constant), Service Technology

b. Dependent Variable: Trust and commitment

Coefficients?

Standardized
Unstandardized Coeflicients Coeflicients
Model B Std. Error Beta t Sig.
1 (Constant) .956 183 5.231 .000
Back and Front offices 750 .050 761 15.074 .000
a. Dependent Variable: Trust and commitment
Correlations
Trust and Service
commitment Technology
Trust and commitment  Pearson Correlation 1 761%*
Sig. (2-tailed,) .000
N 168 167
Service Technology Pearson Correlation 761% 1
Sig. (2-tailed) .000
N 167 168

**_Correlation is significant at the 0.01 level (2-tailed).
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[DataSet1] C:\Users\Azeddine\Desktop\Djezzy.sav

Descriptive Statistics (Switching cost)

N Minimum | Maximum Mean Std. Deviation
Switching cost 173 1 5 3.39 1.265
Q56 174 1 5 3.25 1.274
Q57 174 1 5 3.26 1.226
Q58 174 1 5 3.35 1.258
Q59 174 1 5 3.50 1.186
Q60 173 1 5 3.39 1.198
Qo1 174 1 5 3.28 1.274
Q62 174 1 5 3.55 1.181
Valid N (listwise) 172

[DataSet2] C:\Users\Azeddine\Desktop\Mobilis.sav

Descriptive Statistics (Switching Cost)

N Minimum | Maximum Mean Std. Deviation
Switching cost 171 1 5 2.78 1.290
Q56 171 1 5 2.89 1.267
Q57 171 1 5 2.77 1.163
Q58 171 1 5 2.98 1.288
Q59 171 1 5 2.92 1.283
Q60 171 1 5 2.87 1.309
Qo1 171 1 5 2.96 1.283
Q62 171 1 5 3.03 1.416
Valid N (listwise) 171

[DataSet3] C:\Users\Azeddine\Desktop\OOREDOO.sav

Descriptive Statistics (Switching Cost)

N Minimum | Maximum Mean Std. Deviation
Switching cost 169 1 5 3.35 1.350
Q56 169 1 5 3.41 1.343
Q57 169 1 5 3.38 1.371
Q58 169 1 5 3.53 1.244
Q59 169 1 5 3.57 1.326
Q60 169 1 5 3.30 1.408
Q61 169 1 5 3.42 1.348
Q62 169 1 5 3.48 1.332
Valid N (listwise) 169
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Abstract:

This study aimed to demonstrate the elements through which information technologies affect
CRM effectiveness, whithin mobile sector in Algeria, with a comparison between the three
operators. The study used the questionnaire as a key tool to collect data from the different
customers segments. Also this data has been suppopted through secondary sources such as: the
ARPT reports, interviews and some international reports.

The findings indicated that IT elements: Customer engagement, customer interaction and
service technology had a significant affect on CRM effectiveness elements: Customer loyalty,
customer satisfaction, service quality, perceived value, trust and commitment. Qatari oprator
OOREDOO was the best one according to the customers’ view point, despite of the fact that
Djezzy ranked as the first operator in term of total market share and MOBILIS ranked first in term
of 3G service.

Key words: Information Techonolgy, Customer Relationship Management, Effectiveness, Mobile
service sector.



